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Dear Commissioners: 

Greetings from the State of New Mexico! 

In compliance with CG Docket 03-123, enclosed you will find one original and four 
copies of three complaint log documents: 

1. Annual Complaint Log includes number of complaints received that allege a 
violation of federal TRS minimum standards, the date of the complaint, the nature 
of the complaint, the date of its resolution and an explanation of the resolution. 

2. Annual Summary includes total outbound calls, total complaints for the reporting 
period June 2004-May 2005, and percentage of complaints to total outbound calls 
information. 

3. Annual Tally Report will be total complaints by category. 

Also enclosed is a standard 3.5 diskette with electronic copies recorded. 

Our agency (Commission for Deaf and Hard of Hearing Persons) is responsible for 
monitoring the quality of services for Telecommunications Relay Services and for 
receiving internally unresolved complaints. It is a significant fact that no complaints 
were escalated to the state level. 

Please contact me directly at (505) 827-77269 or tom.dillon@state.nm.us should you 
have further questions regarding our submission. 

NO. O! Cxloieg rec'd 
List &P";!>E 





Date of 
3 ~ 0 l " t l O "  

06/02/04 

06123104 

07/02/04 

10/23/04 TPI Customer comments; "1 gave operator a number to 
dial. He didn't respond. I typed. "Are you there." I got no 

'Explanatlon of Resolutlon 

Agent ID d is invalid. Unable to follow up with the agen 
No customer follow up requested. 

CA ID identified is not assigned to any employee. Whil 
date and time was provided additional info is required 
for further investigation. Caller didn't provide contact 
info. No further action is possible. 

Faxed complaint to NM and notified the Center 
Manager, No further contact is required. 

Date GI 
comp1. 

06/01/04 

06/19/04 

07102/04 

07/04/04 

07l22104 

07130104 

9/30/2004 
CapTel 

10104104 

10/04/04 

Nature of Complaint 

Customer complained that the CA spoke with such an 
accent that she could not understand her. Also 
complained that the CA said she couldn? understand thc 
message typed so didn't relay it. Said her CA number 
was muffled and the 2nd time lefl a message didn't give 
a number at all. Apologized many times work the 

Voice caller complained that the CA didn? report what 
the CA relayed but kept typing and the voice caller 
couldn't hear what the CA said. CA didn't get supervisor 
on the line when asked, Voice caller felt the CA was 
rude. Rep apologized to the caller and informed that a 
complaint would be sent in . Caller didn't want contact 
back. Caller was thanked for their time. 

Customer said that they had the same operator five 
times. Each time the operator said '"are you deaf or 
dumb?" stuff it up your ass and go to hell, then hung up. 
Customer was tving to call mother in hospital. Thanked 
customer for feedback. 

TTY caller stated they altempted to retrieve answering 
machine messages. The CA said it was answered by 
beeping and then the CA hung up on them. I apologized 
for any inconvenience and asked if they'd like a call bacl 
regarding this matter. They declined. I let them know the 
CA will be coached and thanked them for their time. 

VCO user requested VCO-TTY customer notes slate to 
use frequent dialed numbers for VCO to TTY. CA send 
customer was upset that the CA did not read CUStOmer 
notes. An apology was given to the customer. 

Customer was upset because their call was not 
accurately typed, and could have caused a lot of trouble 
It was a recording that was reached customer redialed 11 
listen to the message again. but there were slight 
changes , but could tell it was the same message the 
customer redialed again reached another agent and 
confirmed the message was the same as the second 
agent. Customer is upset with the rules and procedures 
for and wishes to be contacted. Customer was 

Dual Tone Multi-Frequency Tone Interference 

Extremely rude- had two agents who refused to hold 
when asked to. The second agent was so rude it made 
him lose his customer. Did not ask for call back. Lefl 
msg on receptionists phone. 

Customer stated that CA kept typing "SK" at the end of 
each transmission and that finally the voice user hung 
up. the customer was still talking ( they stated). The 
customer asked why they hung up and CA kept saying 
the party disconnected. Apologized for the 
inconvenience. 

customer notes. 

Received no area code for contact number. Contact nl 

07,25104 

possible. 

CA has been coached on proper procedLre on 
answenng macn ne retrieva ca Is. 

913012004 

10/05/04 

10/05/04 
active 

Tech support adjusted Dual Tone Multi-Frequency 
interference with customeh voice mail system. 
Immediate resolution provided. 

Complaint noted - No CA numbers given. 

Unable to resolve due to agent number not assigned c 

11/12104 
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Agent doesn't recall specifically what murred. He wa! 
coached. We e-mailed the customer on 11/14/04. 



10/29/04 

11/3/2004 lDiswnnectlReconnect during calls 

,v'p",,"'. a l l D , ,  ,,,y \N~IIIT*,,",, L",.soy ""ma YI".IsIII. 

CSR: "My apologies. Would you like Relay 
Administration to call you? Karen said she would like a 
follow up at her e-mail add ress ,M.  I assured her the 
agent's SUP~NISO~ will be advised and the agent will be 
coached on these procedures." 

Customer complained that the relay does not do enougl 
to keep voice callers on the line and that it is 
discriminatory to relay users The customer did not wan 
to file a complaint regarding a specific CA. but indicatec 
that the entire relay needed education and discipline. I 
apologized to the customer numerous times and 
expressed wncern for further training of employees. 

I 
1/18/2004 IBilling IssueCollect Calls 

11/18/04 

I CapTel 

Complaint noted. 

11/5/2004 

11/10/2004 

11/19/2004 

11/22/04 

call 

Explained the difference between a traditional phone 
and the CapTel. Explained to Customer why 
disconnectlreconnect might be occurring and Sent lettel 
in the mail with tips to reduce their occurrence. 
Customer will try using a different jack in the home and 
also obtain a new "y" jack to see if experience improves 
After phone company checked the quality of customeh 
phone line in home, the occurrence of 
disconnectlreconnect rarely happens. Customer 
satisfied. 
Difficuity during call brought to attention of Call Center 
Director. CA notes there was a technical difficulty, whicl 
was resolved during course of call. Apologized to 
customer for this incidence. 

Explained billing situation to customer. 

Called voice user 11/22/04 to advise that only recourse 
would be to have outbound number blocked. 

I 
OZ1 1/05 lVC0 customer said that he was calling New Mexico - . - , . ~. ... ~ 1 , .... 

11/18/04 

12/13/2004 
CapTel 

12/14/04 

02/10/05 

Voice caller reported a call to her daughter with very ba 
words being relayed and they wanted to know who callf 
then and used that bad language. I told caller I was SOT 
but Relay kept no records of calls. all calls are 
confidential. I gave caller the number to Customer 
service for more detailed info on how Relay works and 
caller wants to be contacted. 

Dual Tone Multi-Frequency Tone Interference 

TTY user received message on answering machine. th; 
was so poorly typed it was difficult to understand the 
actual content of message. Apologized to customer. 

Customer requested redial and CA disconnected the 02/10/05 

02/11/05 

1 
1211312004 Tech S ~ p p ~ r t  maoe an adjustment to address Oua 

Tone Multi-FreqJenCy lone pass through lmmeo ate 

Met with CA and she mentioned periodic dropped calls. 
however, with no specific time mentioned. she couldn't 
remember any customer requesting a redial followed b] 
a possible dropped call. CA is well aware of proper 
procedures. 

Coached CA on correct handling for this request. I also 
. ~ , . .  .. - . . ~ - , . I  
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2/14/2005 

02/23/05 

03120/05 

03/28/05 

Ire ay Apologized Fo IOWLP feqLesleo 
lVoice Cslomer received cal via Re ay customer s vo E 

- 
04 14105 

Regional Relay Center to speak mth an Agent. When 
the number answered the operator disconnected and 
told him that it was answered by a Relay Center and she 
cwld not relay and asked for another number to dial. 
The number called Was to area code 505. I apologized 
for the incmvenience and told him that I would follow ui 
with the operator and coach her on the wrrect 
procedure He said lhis happens oiten when he calls to 
the Regional Center and the operators think its to 
another relay center and disconnect the call. He said thi 
may be a training item far ail CAS. 

Inability for CapTel unit to reach data toll free #due to 
toll free network routing problem 

Waited for CA to connect TTY-TTY but never did. CA 
took too long. 

CA typed out answering machine against customer note 
instwctions. Inbound was not able to leave a msg with 
this CA. 

Voice customer states the agent was talking too fast. 
and the voice person asked the operator to please 
repeat what she just said and the operator stated 
'"operator is not allowed to be part of the ca1l.l and would 
not repeat what was said, therefore this employer was 
unable to find out what their employee was trying to 
wnvey to himlher. The operatoh tone was very rude 
and unprofessional. The customer did not want the 
operator to be part of the call but to make the message 
clear, that the caller was trying lo say. This employer 
aets manv calls through the relav and is familiar with thc 

and interpreter for deaf coworker customer needed to 
put agent on hold while interpreting the call to the 
coworker each time voice customer came back to the 
phone and ready to respond the agent started relaying 
the call again agent said Relay will begin now customer 
is vely familiar with Relay and has taken many Relay 
calls and reporting the inwrred processing of call 
(apologized to customer for problem encountered) 

2/14/2005 

02/23/05 

05/18/05 

03/28/05 

04/14/05 

. .  . 
ICustomer d idnotr 1 d 

4/20/05 IEcho Sounds; So-atic 

Contacted toll free network managers and they resolved 
the problem at their end. Customer service 
representative confirmed with customer that they are 
able to make calls. 

CA coached on proper procedure. 

~ 

CA wached regarding reading customer notes before 
proceeding with calls. 

Customer contacted. apologized for the inconvenience. 
Was unable to determine CA who pmcessed the call, as 
number given had not been assigned to a CA within the 
Center. Customer did not wish further wntact. 

CA number given in complaint not issued to a CA. 
Customer did not with contact, so further investigation 

I CapTel 

- 
4/2012005 

5/3/2005 

5/3/2005 

5/6/2005 

5/6/2005 

Paw- i 

Replacement handset provided. Customer will Contact 
local telephone company for line check. Customer will 
report if these steps do not resolve complaints. 

Tech support made an adjustment to address Dual Tone 
Multi-Frequency interference. Immediate resolution 
provided. Customer wntacting local telephone 
company for line check in regards to static on the line. 

Our technicians have reporled this problem to the IXC 
network managen for correction. 

Suggested customer have their phone company check 
the quality oftheir phone line to make sure it can handle 
data transmission capabilities. 

Sent customer information explaining the difference 
between a CapTel phone and a traditional phone. 
Explained to customer why diswnnecUrewnnec1 might 
be occurring and Sent emaii with tips to reduce their 
occurrence. Confined diSconnecUreconnect happens 
very rarely. Tech support identified and remedied the 
circumstances of false time out with a system change 
on 5/25/05. Customer states all is wall. 

told her that Relay centers are always TOII tree numaers 
and that when an Area Code other than toll free is given I it would be a place of business and not another relay 1 

4/28/2005 

5/3/2005 

5/6/2005 

5/6/2005 

Dual Tone Multi-Frequency Tone Interference; Sound 
Quality-static 

Caller ID shows number but not name 

Dropped Characters 

DiSconnecUReconnect during calls: lnwming 
Connection-Captioned Calls 



Sounded like they were "In a tunnel." The Outbound patty 
could not hear relay either. Apologized for trouble. Follow 
up requested. 

VCO CUStOmer Using star 82 with the relay number and it 
is not working. the caller ID is blocked. Apologized, Tl 
was entered. Follow-up requested. 

05/13/05 

05/14/05 Qwest operator called with Voice customer on the line 
who is unable to reach a VCO customer via the relay 
due to getting a recording stating "his number does not 
accept blocked calls''. Apologized, Tr was entered. 
Follow up requested I 

05/13/05 Contacted the customer to let her know that we are 
working on the Caller ID problem. AM will keep her 
posted. 

05/14/05 Sprint Account Manager contacted the customer and 
notied him that the problem is resolved. If any issues 
arise, he will contact the AM. He was pleased with the 
followed up phone call. Case Closed. 

I I  
5/20/2005 DisconnecVReconnect during calls 5/20/2005 Sent customer information explaining the difference 

between a CapTel phone and a traditional phone. 
Explained to customer why disconnecVreconnect might 
be occumng and sent letter with tips to reduce their 
occurrence 
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06/01/04 Customer Complained that the CA spoke with such an 
accent that she could not understand her. Also 
complained that the CA said she couldn't understand the 
message lyped so didn't relay it. Said her CA number 
was muffled and the 2nd time left a message didn't give 
a number at all. Apologized many times work the 

Voice caller complained that the CA didn't report what 
the CA relayed but kept typing and the VoicB cailer 
couldn't hear what the CA said. CA didn't get supervisor 
on the line when asked. Voice caller felt the CA was 
Nde. Rep apologized to the caller and informed that a 
complaint would be sent in . Caller didn't want contact 
back. Caller was thanked for their time. 

Customer said that they had the same operator Ove 
times, Each time the operator said '"are you deaf or 
dumb?" stuff it up your ass and go to hell, then hung up. 
Customer was trying to call mother in hospital. Thanked 
customer for feedback. 

TTY caller stated they attempted to retrieve answering 
machine messages. The CA said it was answered by 

06/02/04 Agent ID # is  invalid. Unable to follow up with the agenl 
No customer follow up requested. 

36/19/04 06/23/04 CA ID identified is not assigned to any employee. Whill 
date and time was provided additional info is required 
for further investigation. Caller didn't provide contact 
info, No further action is possible. 

17102/04 07/02/04 Faxed complaint to NM and notified the Center 
Manager. No further contact is required. 

17/04/04 07/25/04 CA has been coached on proper procedure on 
answering machine retrieval calls. 

37/22/04 

07130104 

3/30/2004 

beeping and then the CA hung up on them. I apologized 
for any inconvenience and asked if they'd like a Cali bacl 
regarding this matter. They declined. I let them know the 
CA will be coached and thanked them for their time. 

VCO user requested VCO-TTY customer notes state to 
use frequent dialed numbers for VCO to TlY. CA send 
customer was upset that the CA did not read CUStOmer 
notes. An apology was given to the customer. 

Customer was upset because their call was not 
accurately typed, and wuld have caused a lot of trouble 
it was a recording that was reached customer redialed tl 
listen to the message again, but there were slight 
changes , but could tell it was the same message the 
customer redialed again reached another agent and 
confirmed the message vias the same as the second 
agent. Customer is upset with the rules and prmdures 
for and wishes to be contacted. Customer was 

Dual Tone Multi-Frequency Tone Interference 

I CapTel 

08/02/04 CA was coached on proper procedure. and to follow 
customer notes. 

10/04/04 

10/04/04 

I 
0810204 A I agenls advised to lype recordings verbatim 

Rem veo no area C W ~  for conlact number COnlaCl no 

Extremely rude- had two agents who refused to hold 
when asked to. The sewnd agent was so Nde it made 
him lose his customer. Did not ask for cell back. Len 
msg on receptionists phone. 

Customer stated lhat CA kept typing "SK" at the end of 
each transmission and that finally the voice user hung 
up, the customerwas still talking (they stated). The 
customer asked why they hung up and CA kept saying 
the palty disconnected. Apologized for the 

possible 

10123104 

I 
913012004 Tecn s~pport adibsted Dual Tone Multi-Frequency 

nlerference with cJs1omefs voce mai syslem 

mconven ence 

TTY Cuslomercomments. '' gave operalora nmber 10 
dial he  didn't respond I typeo. "Are yo. there I got no 
~ e n n n c ~  Tnen mv cnnnoct nn tn 10 av -5 hmkan I' 

11/12 04 Agent doem1 recal SpeclfiCallywnar occdrred He was 
coacned We e-madea tne cdslomer on 11114r04 

immediate resolution provided. 

active. I 
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10/29/04 

I 
11/3/2004 IDiswnnecVReconnect during calls 

"'p"""". ,,,a,, ,,,y *"IIIIOCI,",I 6" "say ".a= "IVnrll. 

CSR: "Myapoiogies. Would you like Relay 
Administration to call you? Karen said she wu ld  like a 
follow up at her e-mail address,%%. I assured her the 
agent's supervisor will be advised and the agent will be 
coached on these procedures.' 

Customer complained that the relay does not do enougt 
to keep mice callers on the line and that it is 
discriminatory to relay users. The customer did not wan1 
to file a complaint regarding a specific CA. but indicated 
that the entire relay needed education and discipline. I 
apologized to the customer numerous times and 
expressed concern for further training of employees. 

I 
I 1/1/2004 l ~ c c u r a c ~  of Captions 

11/5/2004 

I CapTel 

Explained the difference b e w e n  a traditional phone 
and lhe CapTel. Explained to customer why 
disconnectlrewnnect might be occuning and sent letter 
in the mail with tips to reduce their occumnce. 
Customerwill try using a different jack in the home and 
also obtain a new 'y' jack to see if experience improves 
After phone wmpany checked the quality of customeh 
phone line in home, the occurrence of 
disconnectlreconnect rarely happens. Customer 

I 
11/18/2004 IBilling Issue-Collect Calls 

11/18/04 

12/13/2004 
CapTel 

12/14/04 

02/10/05 

I CapTel 

Voice caller reported a call to her daughter with very bar. 
words being relayed and they wanted lo know who callel 
then and used lhat bad language. I told caller I was sorr 
but Relay kept no rewrds ofcalls. ail calls are 
confidential. I gave caller the number to customer 
service for more detailed info on how Relay works and 
caller wan- to be contacted. 

Dual Tone Multi-Frequency Tone interference 

TTY user received message on answering machine, tha 
was so poorly typed it was difficult to understand the 
actual content of message. Apologized to customer. 

Customer requested redial and CA disconnected the 

11122 04 

call. 

Called voice user 11122104 to adme that only recourse 
would De io have outbodnd number blockea 

I 
0211 1/05 IVCO customer said that he was calling New Mexico -~ . . . ~ . _ ~ . ~  - ~. .~~ .., ... ~~. . .... .~~ 

12/15/04 
resolution provided. 
CAcoached. 

[satisfed 
1111012004 D R,CL ly omng cal brougnl to attention of Cat Center 

D reclor. CA "018s Inere was a lechn'cal d.fficulty whict 
was resolved during course of call. Apologized to 
customer for this incidence. 

11/19/2004 Explained billing situation to customer. + 
I 

12/13/2004 Tech Support made an adjustment to address Dual 
Tone Multi-Frequency tone pass through. Immediate 

02,10105 Met wtn CA and she menlioned periodic dropped calls, I however. yv ln no Specific time mentioned. she CoJIdn'I 
remember any customer requesting a redial followed by 
a possible dropped call. CA is well aware of proper 

,..... . . I ~ ~ . _  .. - . . . .  ~ ~ 
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2/14/2005 

02/23/05 

03/20/05 

03/28/05 

Regional Relay Center lo speak with an Agent. When 
the number answered the operator disconnected and 
told him that it vias answered by a Relay Center and she 
could not relay and asked for another number to dial. 
The number called was to area code 505. I apologized 
for the inconvenience and told him that I would follow up 
with the operator and coach her on the correct 
procedure. He said this happens often when he calls to 
the Regional Center and the operators think its to 
another relay center and disconnect the call. He said thi 
may be a training item for all CAS. 

Inability for CapTel unit to reach data toll free #due to 
toll free network routing problem 

Waited for CA to connect TTY-TTY but never did. CA 
took too long. 

CAtyped out answering machine against customer note 
instructions. Inbound was not able to leave a msg with 
this CA. 

Voice customer states me agent was talking too fast, 
and the voice person asked the operator to please 
repeat what she just said and the operator stated 
"operator is not allowed to be part of b e  cair and would 
not repeatwhat was said, therefore this employer was 
unable to find out what their employee was trying to 
convey to himiher. The Operatofs tone was very rude 
and unprofessional. The customer did not want the 
operator to be part of the call but to make the message 
clear. that the caller was trying to say. This employer 
gets many calls through the relay and is familiar with the 

cowoker each time voice customer came back to the 
phone and ready to respond the agent started relaying 
the call again agent said Relay will begin now customer 
is very familiar with Relay and has taken many Relay 
calls and reporting the incorrect processing of call 

2/14/2005 

02123l05 

05/18/05 

03/28/05 

04/14/05 

(apologizedto customer for problem encountered) 
Customer did not rea uest contact 

4/20/05 lEcho Sounds; Sound quality-static 

Contacted toll free network managers and they resolvl 
the problem at their end. Customer service 
representative confirmed with customer that lhey are 
able to make calls. 

CA coached on proper procedure. 

CA coached regarding reading customer notes before 
proceeding with calls. 

Customer contacted. apologized for the inconveniencf 
Was unable to determine CA who processed the call, 
number given had not been assigned to a CA within th 
Center, Customer did not wish further contact. 

CA number given in complaint not issued to a CA. 
Customer did not with contact. so further investiuation 

CapTel 

04/14!05 
relay Apologized Fol owup rewesled 
Voce cuslomer received cai via Re ay cuslomer IS volci 
ana nlerpreler for deaf coworker cuslomei needed 10 
put agent on noio Whi e inlerpreung tne ca i lo the 

told her that Relay Centers are always Toll tree numbt 
and that when an Area Code other than toll free is givt I it wuld be a place of business and not another relay 

412812005 

5/3/2005 

5/6/2005 

Dual Tone Multi-Frequency Tone Interference: Sound 
Quality-static 

Caller ID Shows number but not name 

Dropped Characters 

Replacement handset provided. Customer will contact 
local telephone company for line check. Customer will 
report if these steps do not resolve complaints 

5/3/2005 

5/6/2005 

5/6/2005 

pay, 

I 
5/3/2005 Tech s~pport maoe an adjustment to address DLa, To 

MU &Frequency interference immed.are reso Lhon 
provided. Customer contacting local telephone 
company for line check in regards to static on the line. 

Our technicians have reported this problem to the IXC 
network managers for Correction. 

Suggested customer have their phone company check 
the quality of their phone line to make sure it can hand 
data transmission capabilities. 

Sent customer Information explaining the difference 
between a CapTel phone and a traditional phone. 
Explained lo customer why disconnecffreconnect migt 
be occurring and Sent email with tips to reduce their 
occurrence. Confirmed disconnectheconnect happen 
very rarely. Tech support identified and remedied the 
circumstances of false time out with a system change 
on 5/25/05. Customer states all is well. 



05/08/05 A voice customer called to report that he called 71 1 to 
reach NM relay five times from his land line and each 
time the agent could not hear him. He tried again on his 

05/08/05 

4 

Follow up requested I I  

AM review the case and tried to contact the customer. 
The AM ieff a message on his Voice mail to call back if 
problem persist. Case closed. 

I I  

05/13/05 

05/14/05 

cell phone and relay could hear him but he said they 
sounded like they were '"in a tunnet." The outbound pa 
could not hear relay either. Apologized for trouble. Follo 
up requested. 

VCO Customer using star 82 with the relay number and it 
is not Wking. the caller ID is blocked. Apologized. TT 
was entered. Foliowup requested. posted. 

I 
05/13/05 Contacted the customer to let her know that we are 

Wrking on the Caller IO problem. AM will keep her 

Qws t  operator called with Voice customer on the line 
who is unable lo reach a VCO customer via the relay 
due to getting a recording stating 'This number does not 
accept blocked calls". Apologized, TT vias entered. 

05/14/05 Sprint Account Manager contacted the customer and 
notified him that the problem is resolved. If any issues 
arise, he will contact the AM. He was pleased with the 
followed up phone call. Case Closed. 
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5/20/2005 DisconnecVReconnect during calls 5/20/2005 Sent customer information explaining the difference 
between a CapTel phone and a traditional phone. 
Explained to customer vhy diswnnectlreconnect might 
be occurring and sent letter with tips to reduce their 
occurrence. 
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1 

06/01/04 

06/19/04 

Customer complained that the CA spoke With such an 
accent that she could not understand her. Also 
complained that the CA said she couldn't understand the 
message typed so didn't relay it. Said her CA number 
was muffled and the 2nd time left a message didn't give 
a number at all. Apologized many times work the 

Voice caller complained that the CA didn't report what 
the CA relayed but kept typing and the voice caller 
couldn't hear what the CA said. CA didn't get supervisor 

06/0204 Agent ID # is invalid. Unable to follow up With the agent. 
No customer follow up requested. 

06/23/04 CA ID identified is not assigned to any employee. While 
date and time was provided additional info is required 
for further investigation. Caller didn't provide contact 

07/02/04 

07/04/04 

07/02/04 

on the line when asked. Voice caller felt the CA was 
rude. Rep apologized to the caller and informed that a 
complaint would be sent in , Caller didn't want Contact 
back. Caller was thanked for their time. 

Customer said that they had the same operator five 
times. Each time the operator said '"are you deaf 01 

dumb?" stuff it up your ass and go to hell, then hung up. 
Customer was trying to call mother in hospital. Thanked 
customer for feedback. 

TIY caller stated they attempted to retrieve answering 
machine messages. The CA said it was answered by 

info. No further action is possible I 
07/25/04 

Manager ho funher ConlacI 1s reqdired 

CA has been coached on proper procedure on 
answering machine retrieval calls. 

07/22/04 

07130104 

beeping and then the CA hung up on them. I apologized 
for any inconvenience and asked if they'd like a call back 
regarding this matter. They declined. I let them know the 
CA will be coached and thanked them for their time. 

VCO user requested VCO-TN customer notes state to 
use frequent dialed numbers for VCO to TlY, CA send 
customer was upset that the CA did not read customer 
notes. An apology was given to the Customer. 

Customer was upset because their call was not 
accurately typed. and could have caused a lot of trouble. 
It was a recording that was reached customer redialed to 
listen to the message again, but there were slight 
changes , but could tell it was the same message the 
Customer redialed again reached another agent and 
confirmed the messaae was the same as the second 

08/02/04 CA was coached on proper procedure, and to follow 
customer notes. 

08/02/04 All agents advised to type recordings verbatim. 
Received no area code for contact number. Contact not 
possible. 

9130l2004 
CapTel 

10 04/04 

10/04/M 

- 
agent. CLstorner ts upser wth tne wles and procedures 
for and mshes to be contacted. Customer was 

Dual Tone Multi-Frequency Tone Interference 

Extremely woe- had two agenls wno refused to nolo 
when asked to The second agent was so mae I maoe 
h m lose his customer. Did not ask tor call back Left 
msg on receptionists phone 

Customer slated tnat CA kept typ ng " S K  at lne end of 
each transmission and that final y the voice user nung 
LP. the customer was slrll la King ( they slateo). Tne 
Customer askeo why they hung JP and CA Kept saying 
the party disconnected Apologize0 for the 

active, 

9/30/2004 

10/05/04 

10/05/04 

mconvenence 

TTY Customer comments. '"I gave operator a number to 
dial ne  didn't resoond I typed "Are yor there ' I got no 

I I 
10123104 1 IH2/04 Agent ooesn t recall spec.fically wnat occLrred He was 

coacned We e-maied the CLslomer on 11114104 

Tech support adjusted Dual Tone Multi-Frequency 
interference with customeh voice mail system. 
Immediate resolution provided. 

Complaint noted -No CA numbers given. 

Unable to resolve due to agent number not assigned or 
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CSR: *My apologies. Would you like Relay 
Administration to cali you? Karen said she would like a 
f&wup at her email address,XYW(. I assured her the 

10/29/04 

11/3/2004 

coached on these procedures." 

Customer complained that the relay does not do enougt 
to keep voice callers on the line and that it is 
discriminatory to relay users The customer did not want 
to file a complaint regarding a specific CA. but indicated 
that the entire relay needed education and discipline. I 
apologized to the customer numerous times and 
expressed concern for further training of employees 

DisconnecWReconnect durina calls 

r 

11/5/2004 

11/10/2004 

11/19/2004 

l l R Z 0 4  

12/13/2004 

I 
02/11/05 IVCO customer said that he was calling New Mexico - . . . ~ .  ^ ~ , ~  - . . ~  .~ ~ ... ... ~ . . . .  . .... 

Explained the difference between a traditional phone 
and the CapTel. Explained to customer why 
disconnectlreconnect might be occurring and sent letter 
in the mail with tips to reduce their occurrence. 
Customer will try using a different jack in the home and 
also obtain a new"y"jack to see if experience improves. 
After phone company checked the quality ofcustomeh 
phone line in home, the Occurrence of 
diswnnectheconnect rarely happens. Customer 
satisfied. 
Difficulty during call brought to attention of Call Center 
Director. CA notes there was a technical difficulty. which 
was resolved during course of call. Apologized to 
customer for this incidence. 

Explained billing situation to customer. 

Called voice user 11/22/04 to advise that only recourse 
would be to have outbound number blocked. 

Tech Support made an adjustment to address Dual 
Tone Multi-Freauencv tone DaSs thmuah. immediate 

CapTel 

11/18/2004 
CapTel 

Billing Issue-Collect Calls 
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11/18/04 

12/13/2004 
CapTel 

12/14/04 

02/10/05 

Voice caller reported a call to her daughter with very bad 
words being relayed and they wanted to know who callec 
then and used that bad language. I told caller I was sorr) 
but Relay kept no records of calis. all calls are 
confidential. I gave caller the number to customer 
sewice for more detailed info on how Relay works and 
caller wants to be contacted. 

Dual Tone Multi-Frequency Tone Interference 

TTY user received message on answering machine, that 
war so poorly typed it was difficult to understand the 
actual content of message. Apologized to customer. 

Customer requested redial and CA disconnected the 02/10/05 

0211 1/05 

Met with CA and she mentioned periodic dropped calls. 
however. with no specific time mentioned. she couldn't 
remember any customer requesting a redial foliowed by 
a possible dropped call. CA is well aware of pmper 
procedures. 

Coached CA on correct handling for this request. I ais0 - . . . ~ ~  ~. . I 



Regional Relay Center lo speak Mth an Agent. when 
the number answered the operator disconnected and 
toid him that it was answered by a Relay Center and sh, 
could not relay and asked for another number to dial. 

. .  - 
ICustomer did not reauesi contacl 

4120105 IEcno Sounds. Sound quality-stallc 

2/14/2005 

02/23/05 

03/20/05 

03/28/05 

04/14/05 

The number called was to area wde 505.1 apaloqized 
for the inconvenience and told him that 1 would foilow u 
with the operator and coach her on the c~rrect 
procedure. He said this happens oflen when he calls to 
the Regional Center and the operators think its to 
another relay center and disconnect the call. He said tb 
may be a training item for all CAS. 

Inability for CapTel unit to reach data toll free #due to 
toll free network routing problem 

Waited for CA to connect TTY-TTY but never did. CA 
took too long. 

CA typed out answering machine against customer noli 
instructions. Inbound was not able to leave a msg with 
this CA. 

Voice customer States the agent was talking too fast, 
and the voice person asked lhe operator to please 
repeat what she just said and the operator stated 
"operator is not allowed to be part of the cali" and would 
not repeat what was said, therefore this employer was 
unable to find out what their employee was trying to 
convey to himlher. The operator's tone was very Nde 
and unprofessional. The customer did not want the 
operator to be part of the cali but to make the message 
clear, that the caller was trying to say. This employer 
gels many calls through the relay and is familiar with tht 
relay. Apologized. Follow-up requested. 
Voice customer received call via Relay customer is voic 
and interpreter for deaf coworker customer needed to 
put agent on hold while interpreting the call to the 
coworker each time voice customer came back to the 
phone and ready to respond the agent started relaying 
the call again agent said Relay will begin now customer 
is very familiar with Relay and has taken many Relay 
calls and reporting the incorrect processing of call 
lawlwized to customer for Droblem encountered) 

lola ner that Relay Genlers are always loll tree numof 
and lhat when an Area Code other than loll free 1s gwc 
,t mula be a place of business and no1 anomer relay 

2/14/2005 

02/23/05 

05/18/05 

03/28/05 

04/14/05 

Contacted toll free network managers and they resolvi 
the problem at lheir end. Customer service 
representative confirmed with customer that they are 
able to make calls. 

CA coached on proper procedure. 

CA coached regarding reading Customer notes before 
proceeding with calls. 

Customer contacted, apologized for the inconvenience 
Was unable to determine CA who processed the call, i 
number given had not been assigned to a CA within th 
Center. Customer did not wish further contact. 

CA number uiven in wmDlaint not issued to a CA. 

4/20/2005 

5/3/2005 

5/3/2005 

5/6/2005 

5/6/2005 

a - 
4 

Echo cancellation soRware provided over the wire. 
Replacement handset provided. Customer will contact 
local telephone wmpany for line check. Customer will 
report if these steps do not resolve complaints. 

Tech support made an adjustment to address Dual Tor 
Multi-Frequency interference. Immediate resolution 
provided. Customer contacting local telephone 
company for line check in regards to static on the line. 

Our technicians have reported this problem to the IXC 
network managers for correction. 

Suggested customer have their phone company check 
the quality of their phone line to make sure it can handl 
data transmission capabilities. 

Sent customer information explaining the difference 
between a CapTel phone and a traditional phone. 
Explained to customer why disconnectlreconnect migh 
be occurring and sent emaii with tips to reduce lheir 
occurrence. Confirmed diswnnectlrewnnect happen! 
very rarely. Tech support identified and remedied the 
circumstances of false time out with a system change 
on 5/25/05. Customer states ail is well. 

CapTel 

4/28/2005 

5/3/2005 

5/6/2005 

5/6/2005 

Dual Tone Multi-Frequency Tone Interference: Sound 
Quality-static 

Caller ID Show number but not name 

Dropped Characters 

DisconnecffRewnnect during calls; lnwming 
Connection-Captioned Calls 



05/08/05 A voice customer called to report that he ai led 71 1 to 
reach NM relay five times from his land line and each 
time the agent could not hear him. He tried again on his 
ce\\ phone and relay cou\d hear him but he said they 
Sounded like they were '"in a tunnel." The outbound party 
could not hear relay either. Apologized fortrouble. Follou. 
up requested. 

VCO customer using Star 82 with the relay number and it 
is not workino. the caller ID is blocked. ADolouized. TT 

05/08/05 

05/13/05 05/13/05 

I 
. -  

was entered.-Follow-up requested. I 

AM review the case and tried to wntact the customer. 
The AM iefl a message on his voice mail to call back if 
problem persist. Case closed. 

Contacted the customer to let her know that we are 
workina on the Caller ID problem. AM will keep her I 
posted. I 

05114105 Qwest operator calleo mlh Volce cbslomer on the me 
wno IS unab e Io reach a VCO CtMomer via tne relay 
due 10 gen ng a recordng slallng "lhis number does not 
accept olocked ca Is' Apologized. TT was enlerea 

05/14r05 Spr nt AccoLnt Manager contacted the customer and 
nolifea h m  that tne problem s resolved If any Issues 
anse, h e w  contact the AM ne was pleased mlh Ihe 
followed LP phone ca I Case C osed 

Follow up requested I 
5/20/2005 

I I  
DiswnnecVReconnect during Calls 5/20/2005 Sent customer information explaining the difference 

between a CapTei phone and a traditional phone. 
Explained to customer why disconnecVreconnect might 
be occurring and sent letterwlth tips to reduce their 
occurrence. 
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. 
No customer follow up requested. 

answering machine retrie 

07130/04 

9l3012004 
CapTel 

10/04/04 

10104/04 

' 10/23/04 

I I I I customerwas upset that the CA did not read customer 
notes. An apology was given to the Customer. 

Customer was upset because their call was not 
accurately typed, and could have caused a lot of trouble. 
it was a recording that was reached customer redialed to 
listen to the message again, but there were slight 
changes , but could tell it was the same message the 
customer redialed again reached another agent and 
confirmed the message was the same as the second 
agent. Customer is upset with the rules and procedures 
for and wishes to be contacted. Customer was 

Dual Tone Multi-Frequency Tone Interference 

08/02/04 Ail agents advised to type recordings verbatim. 
Received no area code for contact number. Contact not 
possible. 

913012004 Tech support adjusted Dual Tone Multi-Frequency 
interference with customeh voice mail system. 
Immediate resolution provided. 

Complaint noted - No CA numbers given. Extremely rude- had two agents who refused to hold 
when asked to. The second agent was so Nde it made 
him lose his customer. Did not ask for call back. Left 
msg on receptionists phone. 

Customer stated that CA kept typing "SK" at the end of 
each transmission and that finally the voice user hung 
up, the customer was Still talking (they stated). The 
customer asked why they hung up and CA kept saying 
the party disconnected. Apologized for the 
inconvenience. 

TrY Customer comments: "1 gave operator a number to 
dial. He didn't respond, I typed, "Are you there." I got no 

10105lo4 

10/05/04 Unable to resolve due to agent number not assigned or 
active. 

1il l2/04 Agent doesn't recall specifically what occurred. He was 
coached. We e-mailed the customer on 11~14104. 

m ~ m n e m  Thmn rnv mnnortinn tn ralzx! U ~ E  h m k m n  " 
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I 
" ' ~ N " " .  111-11 , , ,y  *",,,I=cLIYII ," ,u,oy mal "JYnrll. 

CSR: "My apologies. Would you like Relay 
dministration to call you? Karen said she wuld like a c follow up at her e-mail address,XXW(. I assured her the 

11/18/2004 Billing Issuecollect Calls 11/19/2004 
CapTel 

10/29/04 Customer complained that the relay does not do enough 
to keep voice callers on the line and that it is 
discriminatory to relay users. The customer did not want 
to file a complaint regarding a specific CA, but indicated 
that the entire relay needed education and discipline. I 
apologized to the customer numerous times and 
expressed concern for further training of employees. 

Explained billing situation to Customer. 

11/5/2004 Explained the difference between a traditional phone 
and the CapTel. Explained to customer why 
disconnectlreconnect might be occurring and Sent letlei 
in the mail with tips to reduce their occurrence. 
Customer will try using a different jack in the home and 
also obtain a new y' jack to Sea if experience improver 
After phone company checked the quality of customeh 
phone line in home, the Occurrence of 
disconnecVreconnect rarely happens. Customer 
satisfied. 

Director. CA notes there was a technical difficulty, whicl 
was resolved during course of call. Apologized lo 
customer for this incidence. 

11/1/2004 Accuracy of Captions 11/10/2004 Difficulty during call brought to attention of Call Center 
CapTel 

11/18/04 

12/13/2004 
CapTel 

12/14/04 

Voice caller reported a call to her daughter with very bad 
words being relayed and they wanted to know who called 
then and used that bad language. I told caller i was sorry 
but Relay kept no recards of calls, ail calls are 
confidential. I gave caller the number to customer 
servicm for more detailed info on how Relay works and 
caller wants to be contacted. 

Dual Tone Multi-Frequency Tone Interference 

11/22/04 Called voice user 11/22/04 to advise that only recourse 
would be to have outbound number blocked. 

12/13/2004 Tech Support made an adjustment to address Dual 
Tone Multi-Frequency tone pass through. Immediate 
resolution provided. 

TTY user received message on answering machine, that 
was so poorly typed it was difficult to understand the 
actual content of message. Apologized to Customer. 

12/15/04 CA coached. 

OZl0/05 

02/11/05 

I 
ICustomer requested redial and CA disconnected the 02/10/05 Met wivl CA and she mentioned periodic dropped calls. 

however. with no specific time mentioned, she couldn? 
remember any customer requesting a redial followed by 
a possible dropped Cali. CA is well aware of proper 
procedures. 

Coached CA on correct handling for this request. I also 
,...... . . ~  . - . , .  - ~.~ ~. . ~. ~ ~ _ . . . . . .  ~ . 

I 
I 

02/11/05 lVC0 customer said that he was calling New Mexico - . .  ~ . _ ~ . ~  - . . ~  .~ . . . .  ... ~ . . . . . . .  I .~ 
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2/14/2005 

02/23/05 

Regional Relay mnter to speak wlth an Agent. When 
the number answered the operator disconnected and 
told him that it was answered by a Relay Center and sht 
could not relay and asked for another number to dial. 
The number called was to area code 505. I apologized 
for the inconvenience and toid him that I would follow u' 
with the Operator and coach her on the correct 
procedure. He said this happens often when he calls to 
the Regional Center and the operators think its to 
another relay center and disconnect the call. He said th 
may be a training item for all CAS. 

inability for CapTel unit to reach data toll free #due to 
toil free nehvork routing problem 

Waited for CA to connect TY-TTY but never did. CA 
took too long. 

2/14/2005 

02123105 

05/18/05 

03/28/05 

Ire ay Apolog,zed FO ~ow-up reqLestea 
(Voice CLStomer receive0 call v a Relay CJsIomer IS vo c 04114!05 

Contacted toll free network managers and they resolvf 
the problem at their end. Customer sewice 
representative confirmed with customer that they are 
able to make calls. 

CA coached on proper procedure. 

CA coached regarding reading customer notes before 
proceeding with calls. 

Customer contacted. apologized for the inconvenience 
Was unable to determine CA who processed the call, i 
number given had not been assigned to a CA within thi 
Center. Customer did not wish further wntact. 

and interpreter for deaf coworker customer needed to 
put agent on hold while interpreting the call to the 
coworker each time voice customer came back to the 
phone and ready to respond the agent started relaying 
the call again agent said Relay will begin now customer 
is very familiar with Relay and has taken many Relay 
calls and reporting the incorrect processing of call 
(apologized to customer for problem encountered) 

03/20/05 

lCuslomer did not reauesl Contact 
4/20/05 IEcho Sounds: Sound aualitv-static 

CA typed out answering machine against Customer notf 
instructions. Inbound was not able to leave a msg with 
this CA. 

I CapTel 

03/28/05 Vdce customer states the agent was talking tw fast, 
and the voice person asked the operator to please 
repeat what she just said and the operator stated 
"operator is not allowed to be part of the call" and would 
not repeat what was said, therefore this employer was 
unable to find out what their employee was trying to 
convey to himher. The operatoh tone was very rude 
and unprofessional. The customer did not want the 
operator to be part ofthe call but to make the message 
clear, that the caller was trying to say. This employer 
gets many calls through the relay and is familiar with thf 

04/14/05 

loid ner mal Kenay Centers are a ways Toll tree nJmbe 
and !hat m e n  an Area Code other than toll free is give I ;t WJld be a place of business and not another relay 

CA number given in complaint not issued lo a CA. 
Customer did not with contact. so further investigation 
not possible. Closing ticket. 

4/20l2005 

5/3/2005 

Echo cancellation soffware provided over the wire. 
Replacement handset provided. Customer will Contact 
local telephone company for line check. Customer will 
report if these steps do not resolve complaints. 

Tech support made an adjustment to address Dual Tor 
Multi-Frequency interference. Immediate resolution 
provided. Customer contacting local telephone 
company for line check in regards lo static on the line. 

4/212812005 

5/3/2005 

5/6/2005 

Dual Tone Multi-Frequency Tone Interference: Sound 
Quality-static 

Caller ID shows number but mt name 

Dropped Characters 5/6/2005 

5/6/2005 

n e w &  managers for correction. 

Suggested customer have their phone company check 
the quality of their phone line to make sure it can hand1 
data transmission capabilities. 

Sent customer information explaining the difference 
between a CapTel phone and a traditional phone. 
Explained to customer why diSconnecUrecOnnect mighl 
be occurring and sent email with tips to reduce their 
occurrence, Confirmed disconnectlreconnect happen! 
very rarely, Tech support identified and remedied the 
circumstances of false time out with a system change 
on 5/25/05. Customer States all is well. 

5/6/2005 DisconnecUReconnect during Calls; Incoming 
Connection-Captioned Calls 



05/08/05 A voice customer called to report that he called 71 1 to 
reach NM relay five times from his land line and each 
time the agent could not hear him. He tried again on his 

05/08/05 AM review the case and tried to contact the customer. 
The AM lefl a message on his voice mail to call back if 
problem persist, Case closed. 

Foilow up requested. I 

sounded like they were"in a tunnel." The outbound pa 
could not hear relay either. ApOlDgiZed for trouble. Follo 
up requested. 

VCO customer using star 82 with the relay number and it 
is not working, the caller ID is blocked. Apologized, TT 
was entered. Follow-up requested. 

05/13/05 0511 3/05 

05/14/05 Qwst  operator called with Voice customer on the line 
who is unable to reach a VCO customer via the relay 
due to getting a recording stating 'This number does not 
accept blocked calls". Apologized. 

05/14/05 

was entered. 

I I  

Contacted the customer to let her know that we are 
wrking on the Caller ID problem. AM will keep her 
posted. 

Sprint Account Manager contacted the customer and 
notified him that the problem is resoived. If any issues 
arise, he will contact the AM. He was pleased with the 
followed up phone call. Case Closed. 

5/2012005 

Page 4 

DisconnecUReconnect during calls 5/20/2005 Sent customer information explaining the difference 
between a CapTel phone and a traditional phone. 
Explained to customer why diSwnnecUrewnnect might 
be occurring and sent letter with tips to reduce their 
occurrence. 
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06/01/04 

06/19/04 

07/02/04 

07104/04 

07122/04 

Customer complained that the CA spoke with such an 
accent that she could not understand her. Also 
complained that the CA said she couldn't understand thf 
message typed so didn't relay it. Said her CA number 
was muffled and the 2nd time left a message didn't give 
a number at all. Apologized many times vmrk the 

Voice caller complained that the CA didn't report what 
the CA relayed but kept typing and the voice caller 
couldn't hear what the CA said. CA didn't get supervisor 
on the line when asked. Voice caller felt the CA was 
rude. Rep apologized to the caller and informed that a 
complaint would be sent in . Caller didn't want contact 
back. Caller was thanked for their time. 

Customer said that they had the same operator five 
times, Each time the operator said '"are you deaf or 
dumb?" stuff it up your ass and go to hell, then hung up. 
Customer was trying to call mother in hospital. Thanked 
customer for feedback. 

Trf caller stated they attempted to retrieve answering 
machine messages. The CA said it was answered by 
beeping and then the CA hung up on them. I apologized 
for any inconvenience and asked if they'd like a Call bacl 
regarding this matter. They declined. I let them know the 
CA will be coached and thanked them for their time. 

VCO user requested VCO-TTY customer notes state to 
use frequent dialed numbers for VCO to TW, CA send 
customer was upset that the CA did not read customer 
notes. An apology was given to the customer 
I I 
Cdslomer was upset oecadse Ihe r cal was no1 
accLraleli pvoed. and codd have caused a lot 01 trOUO e 

07.30.04 08102104 All agems aov seo to type recordings veroatim 
Receivea no area code lor con lac^ numoer Conlact n( 

06/02/04 

06123104 

07/02/04 

07125104 

08102104 

Agent ID #is invalid. Unable to follow up with the agen 
No customer follow up requested. 

CA ID identified is not assigned to any employee. Whil 
date and time was provided additional info is required 
for further investigation. Caller didn't provide contact 
info. No further action is possible. 

Faxed complaint to NM and notified the Center 
Manager. No further contact is required. 

CA has been coached on proper procedure on 
answering machine retrieval calls. 

CA was coached on proper pmcedure, and to follow 
customer notes. 

possible 

913012004 
CapTel 

10/04/04 

10104104 

10/23/04 

I , .  . ~~~~~ ~ 

It was a recording that was reached customer redialed tc 
listen to the message again, but there were slight 
changes , but could tell it was the same message the 
customer redialed again reached another agent and 
confirmed the message was the same as the second 
agent. Customer is upset with the rules and procedures 
for and wishes to be contacted. Customer was 

Dual Tone Multi-Frequency Tone Interference 

Extremely rude- had two agents who refused to hold 
when asked to. The second agent was so rude it made 
him lose his customer, Did not ask for call back. LeR 
msg on receptionists phone 

Customer stated that CA kept typing "SK" at the end of 
each transmission and that finally the voice user hung 
up, the customer was still talking (they stated). The 
customer asked why they hung up and CA kept saying 
the parry disconnected. Apologized for the 
inconvenience. 

TW Customer comments; "I gave operator a number to 
dial. He didn't respond. I typed. "Are you there." I got no 
mcnnncn Thmn mu mnnarthn fn mlnu WSQ hrnknn " 
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913012004 

10105104 

10105104 

Tech support adjusted Dual Tone Multi-Frequency 
interference with customeh voice mail system. 
Immediate resolution provided. 

Complaint noted. No CA numbers given. 

Unable to resolve due to agent number not assigned o 
active. 



11/18/04 

11/5/2004 

11/1012004 

11/19/2004 

11/22/04 

12/1312004 

12/15/04 

02/10/05 

02ll 1/05 

I 
11/1/2004 IAccuracv of Caotions 

Complaint noted. 

Explained the difference between a traditional phone 
and the CapTel. Explained to customer why 
disconnedreconnect might be occuning and sent lette 
in the mail with tips to reduce theiroccurrence. 
Customer will try using a different jack in the home and 
also obtain a new 'Y jack to see if experience improver 
After phone company checked the quality of custometr 
phone line in home, the murrence of 
diswnnectlreconnect rarely happens. Customer 
satisfied. 
Difficulty during call brought to attention of Call Center 
Director. CA notes there was a technical difficulty, whici 
was resolved during course of Cali. Apologized to 
customer for this incidence. 

Explained billing situation to customer. 

Called voice user 11122/04 to advise that Only recourse 
would be to have outbound number blocked. 

Tech Support made an adjustment to address Dual 
Tone Multi-Frequency tone pass through. Immediate 
resolution provided. 
CA coached. 

Met with CA and she mentioned periodic dropped calls. 
however, with no specific time mentioned, she couldn't 
remember any customer requesting a redial followed by 
a possible dropped call. CA is w l l  aware of propel 
procedures. 

Coached CA on correct handling for this request. i also 
, ,~ ... . . . .  ~ . ^ . .  - .~ ~. . .. ~ ~ _ . . , . .  . ~, 

I CapTel 

"'pY""S. , 1101 ,  ,,,y *"IIIIOCLI"II ..d ,.m.=y 1.51- "SVnrll. 

CSR: '"My apologies. Would you like Relay 
Administration to call you? Karen said she would like a 
follow up at her e-mail address,XW( I assured her me 

10/29/04 

I 
l N  user received message on answenng macnine. !ha 
was so poorly typed 11 was dlfflJlt 10 Lnderstana the 

12114104 

coached on these pr-duces.' 

Customer complained that the relay does not do enoug 
to keep voice callers on the line and that it is 
discriminatory to relay users. The customer did not war 
to file a complaint regarding a specific CA. but indicate1 
that the entire relay needed education and discipline. I 
apologized to the customer numerous times and 
expressed concern for further training of employees. 

actual content of message. Apologized to customer. 

I1/18/2004 
CapTel 

11/18/04 

12/13/2004 
CapTel 

I 

Billing Issue-Collect Calls 

Voice caller reported a call to her daughter with very bat 
words being relayed and they wanted to know who calle 
then and used that bad language. I toid caller I was sori 
but Relay kept no records of calls, all calls are 
confidential. i gave caller the number to customer 
sewica for more detailed info on how Relay works and 
caller wants to be contacted. 

Dual Tone Multi-Frequency Tone Interference 

I 
lVC0 customer said that he was calling New Mexico 0211 1/05 - ~.~ ~ . _  .~ ̂ . .  ~ .~ ~ . . ,  ...~ . .  . ~. ..... 
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egional Relay Center to speak mth an Agent. When 

he number called was to area code 505. I apologized 

ivI the operator and coach her on the correct 
procedure. He said this happens often when he Calk to 
the Regional Center and the operators think its to 
another relay center and disconnect the Cali. He said th 
may be a training item for ail CAS. 

'"operator is not allowed to be part of the call" and would 
not repeat what was said, therefore this employer was 

ake the message 

phone and ready to respond the agent started relaying 

operator. 

CapTel 

2/14/2005 

02/23/05 

05118105 

03/28/05 

04/14/05 

Contacted toll free network managers and they resolve 
the problem at their end. Customer service 
representative confirmed with customer that they are 
able to make calls. 

CA coached on proper procedure. 

CA coached regarding reading customer notes before 
proceeding with calls. 

Customer contacted, apologized for the inconvenience. 
Was unable to determine CA who processed the call, a 
number given had not been assigned to a CA within the 
Center. Customer did not wish further contact. 

CA number given in complaint not issued to a CA. 
Customer did not with contact. so further investigation 
not possible. Closing ticket. 

5/3/2005 

5/3/2005 

5/6/2005 

5/6/2005 

oy., 4 

told her that Relay Centers are always Toll tree numbel 
and that when an Area Code other than toll free is give1 
it would be a place of business and not another relay I 

local telephone company for line check. Customer will 
report if these steps do not resolve complaints. 

Tech support made an adjustment to address Dual Ton 
Multi-Frequency interference. Immediate resolution 
provided. Customer contacting local telephone 
company for line check in regards to static on the line. 

Our technicians have reported this problem to the IXC 
network managers for correction. 

Suggested customer have their phone company check 
the quality of their phone line to make sure it can handli 
data transmission capabilities. 

Sent customer information explaining the difference 
between a CapTel phone and a traditional phone. 
Explained to customer why disconnectlreconnect might 
be occurring and sent email with tips to reduce their 
occurrence. Confirmed disconnectlreconnect happens 
very rarely. Tech support identified and remedied the 
circumstances of false time out with a system change 
on 5/25/05. Customer states ail is well. 

4/28/2005 

5/3/2005 

5/6/2005 

Dual Tone Multi-Frequency Tone Interference; Sound 
Quality-static 

Caller ID shows number but not name 

Dropped Characters 

I 
4.20/2005 Echo cancellat,on sonware provided Over In0 mre 

Rep acement handset provided Customer MI1 contact 

5/6/2005 DisconnecuReconnect dw ng cal s. morning 
Connection-Captioned Calls 



05l08105 A voice customer Catlea to report that ne cal eo 7 11 lo 
reach NM relay five times from nis land line and eacn 

0508105 AM review Ihe case ana tr ed to contact tne customer 
The AM iefl a message on nos vo.ce mail to caii back d 

wuld not hear relay either. Apologized for trouble. Follow 
up requested. 

VCO customer using star 82 with the relay number and it 
is not wohing, the caller ID is blocked. Apologized. T l  
was entered. Foilow-up requested. 

05/13/05 05/13/05 Contacted the customer to let her know that we are 
working on the Caller ID problem. AM will keep her 
posted. 

05/14/05 

5/20/2005 

Explained to customer why disconnectkeconnect might 
be occumng and sent letter with tips to reduce their 
occurrence. I 

Qwest operator called with Voice customer on the line 
who is unable to reach a VCO customer via the relay 
due to getting a recording stating 'this number does not 
accept blocked calls". Apologized, Tr was entered. 
Follow up requested. 

05/14/05 Sprint Account Manager contacted the customer and 
notified him that the problem is resolved. If any issues 
ais=. he will contact the AM. He was pleased with the 
followed up phone call. Case Closed. 

DiswnnecURewnnect during calls 5/20/2005 Sent customer information explaining the difference 
between a CapTel phone and a traditional phone. 
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